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IN THE CLAIMS: 

The text of all pending claims, (including withdrawn claims) is set forth below. Cancelled 
and not entered claims are indicated with claim number and status only. The claims as listed 
below show added text with underlining and deleted text with strike**^. The status of each 
claim is indicated with one of (original), (currently amended), (cancelled), (withdrawn), (new), 
(previously presented), or (not entered). 

Please CANCEL claim 6 without prejudice or disclaimer. 

Please AMEND claims 1-4, 7 and 10-1 1 and ADD new claims 12-15 in accordance with 
the following: 

1 (CURRENTLY AMENDED) A multi-channel processing control device 
comprising: 

process request determination means for accepting proce ss req uests from a plurality of 
. hg nnP.* M communi on ™ a ns between a user and call center, and ft* determining whether 
process requests from a plurality of channels are real-time process requests needing processing 
in real-time, or non-real-time process requests not needing processing in real-time based on a 
rhannd tvoe that inHirams properties o f a c h annel th at generates said process requests ; 

real-time processing allocation means for allocating process requests determined to be 
real-time process requests to processing terminals currently open among channels capable of 

said real-time process; 

non-real-time processing administrating means for administrating process requests 
determined to be said non-real-time process requests, as well as priority levels therefor; and 

non-real-time processing allocatio'n means for allocating non-real-time processes 
administrated by said non-real-time processing administrating means to any of the processing 
terminals, said allocation performed with consideration given to the priority level and to suitability 
of the terminal for handling the process. 



2. 



(CURRENTLY AMENDED) A multi-channel processing control method 



comprising: 

a sto p for determining whether process requests generated from a plurality of channels 
are real-time process requests needing processing in real-time, or non-real-time process 
requests not needing processing in real-time; 

a otop, whoroin H»tamiinlno whether said process request is dctormin o d to be a real-time 
process request^ and allocating those real-time process requests to processing terminals 
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currently open among channels capable of said real-time process; and 

j otop, wherein HPtPrminina whether said process request is determined to be a non- 
real-time process request^ and administrating said non-real-time process request as well as a 
priority level therefor. 

3 (CURRENTLY AMENDED) A multi-channel processing control method as set 
forth in claim 2, further comprising a^p4er- allocating a non-real-time process request currently 
being administrated to the a most appropriate processing terminal, based on the priority level of 
the request and suitability of open processing terminals capable of processing said non-real-t.me 
process request. 

4 (CURRENTLY AMENDED) A multi-channe l processing control method for Fer- 
processing terminals handled by operators processing incoming tasks and processing terminals 
handled by operators processing outgoing tasks, at least one of the operators being a dual-duty 
operator capable of processing either incoming tasks or outgoing tasks, a mult i channe l 
processing control method wh n re i n comprising: 

allocating the processing terminal handled by said dual-duty operator is-aWecated to 
either incoming tasks or outgoing tasks based on the a current status of the processing 

terminals handled by the operator 

.., hQfQi n cgi H inmmlno tasks <™H nntnoina tasks include process requests arising from 
rh„nn«h including m *HHitinn to the pr ocess in g t ermin als handled hy said operators, Web 
.g .nts handling mnueste ge ppn** hv Internet weh servers e-mail agents handl.nc 

P rnr.ess reouest * g yrated bv e-n™ n «*rv*rs. and automatic voice response devices 
automatically processing incoming si gn's from public lines. 

5. (ORIGINAL) A multi-channel processing control method as set forth in claim 4, 
wherein among the processing terminals handled by said operators, at least one processing 
terminal is kept open for real-time incoming tasks. 

6. (CANCELLED) 

7. (CURRENTLY AMENDED) A multi-channel processing control method as set 
forth in afly^ms either claim 4 thfeugMJ or5, wherein said outgoing tasks include pre- 
planned non-real-time process requests not requiring real-time processing. 
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8. (CURRENTLY AMENDED) A recording medium on which is recorded a program 
for the a multi-channel control method Jhe method comprisinfl i 

fi!2s e J ^ii^S^S^^ 

^ pfl hiP of said ^^i-timp process: and „ actan( * 

,0^5^^™ 

oithor claim 2 or cl a im ft . 

9. (CURRENTLY AMENDED) A transmission medium transmitting a program for 
the a multi-channel control method the method comprising : 

firm£H£ e J s J e J is J « 

|||n . .JIZ ^^^ooroce. sMJsr^^ 

enable of said real-time pr ocess: and 

uilliu olaim ? nrnlnim 3. 

10 (CURRENTLY AMENDED) A recording medium on which is recorded a program 
for the a mu, U - hanne, control method re*e* ^^mM^mMS^ 

• .niiM. H-ir- nr nutTim ta * k *. the met hnri comprising: 
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a qP nt. handling proc e - rpnnests generated hy Internet web servers e-mail agents handlmc 
prnnp^ renuests q^prntPri bv e-mai l *»™r* and automatic voire response dev.ces 
...tnmaticallv oroc ^inn incoming si g n a l s from publi c lines d .. y u f G la i mo 1 thr oug h 7 . 

11 (CURRENTLY AMENDED) A transmission medium transmitting a program for 
the a multi-channel control method resited* for processing terminals handled by operators 
. vn^inn incoming «nH processing terminals handled by operators processing outgo.nc 
^ at .east one of < y«»*<** heino a dual-duty operator capable of processing e.ther 
incoming task* nr outgoing ta sks the method comprising: 

^ a «.n n thp pmr.P. R inn termina ' HanHiPd hv said dunl-d, rty operator to either incom.nc 
h,^ or outgoing ha*Pd on a cur rent status of t he pro cessin g terminals handled by the 
operators, 

..^n eai H inrnminn tasks anH oMtnnino tasks indnde process reguests arising from 
.hsnnPk including «n action to the pr ocess in g termin als handled by said operators, Web 
aq pnt. handling D ro~«« ^sts gener ated hy I nternet web servers e-mail agents handl.nc 
r rnr.P SR requests q^mteri hv e-mail se r ve r s and aut omatic voice response devices 
automatically pro^inn incoming s ig nals from public lines u n y o f daimc <\ thr o u g h 7 . 

12. (NEW) The recording medium according to claim 8, wherein among the 
processing terminals handled by said operators, at least one processing terminal is kept open 
for real-time incoming tasks. 

' 13. (NEW) The transmission medium according to claim 9, wherein among the 
processing terminals handled by said operators, at least one processing terminal is kept open 
for real-time incoming tasks. 

14. (NEW) The recording medium according to claim 10, wherein among the 
processing terminals handled by said operators, at least one processing terminal is kept open 
for real-time incoming tasks. 

1 5. (NEW) The transmission medium according to claim 1 1 , wherein among the 
processing terminals handled by said operators, at least one processing terminal is kept open 
for real-time incoming tasks. 
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